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ABSTRACT
Brown-Pierce, Julianne Michelle. Ph.D. The University of Memphis. August 2010.
Personality and Emotional Labor: Is “Smiling” too much to ask? Major Professor:
Ronald S. Landis.
The purpose of the current study was to develop and empirically test an updated
model of emotional labor. A review of emotional labor literature from the past decade
was reviewed and the proposed model and supporting research presented. The current
study used an experimental design to examine personality, task performance, and the
mediating role of emotional labor. Participants were 157 students from the University of
Memphis that were assessed using personality measures, an emotional labor role-play,
and a work performance task. Results did not support commitment as a moderator in the
relationship between display rules and emotional labor performance and exhaustion was
not a mediator in the relationship between emotional labor performance and noninterpersonal work task performance. Additionally, emotional labor performance did not
act as a mediator between acting preference and exhaustion. One personality variable,
extraversion, was a significant predictor of emotional labor performance. Results from
the proposed study contribute to the fields of selection, personality, and emotional labor.
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Personality and Emotional Labor: Is “Smiling” too much to ask?
According to Brief (2001), “not since the 1930s” have researchers given such
focus and attention to the “study of… emotions in organizations.” Emotion-related
research has provided support to the idea that for many jobs, especially those in the
service industry, certain emotions, exchanges, and expressions are often expected and
sometimes required of employees and that these requirements may ultimately influence
important work-related outcomes (e.g., levels of job satisfaction, customer service)
(Grandey, 2000; Zapf, 2006). Many lines of organizationally relevant emotion research
can be traced back to Hochschild’s (1983) The Managed Heart in which Hochschild
defined and investigated the construct of emotional labor in the airline industry. The
Managed Heart was followed by numerous studies that explored the complexity of
emotion in the workplace and its effects on health (Fredrickson, 2000), cognitive tasks
(Richards & Gross, 2000), customer service (Grandey, Dickter, & Sin, 2004), and even
organizational profit (Yurtsever, 2004).
The study of a similar construct, emotion regulation, has also increased over the
past two decades (Gross, 1998b; Zapf, 2002). In fact, Grandey (2000) relied upon Gross’
(1998b) emotion regulation process model to create a stronger conceptual framework
related to emotional labor. Since Grandey’s review, the study of emotional labor and
emotion regulation has continued to grow, and research related to the workplace has led
to some key findings that may impact organizations and employees, especially in the
growing service industry (Glomb, Kammeyer-Mueller, & Rotundo, 2001). Although
more than a decade of research has been conducted since Grandey (2000), her original
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conceptual model remains relatively unchallenged despite relatively scant support from
few experimental studies.
For these reasons, a primary purpose of the current study was to update and add
empirical support to the emotional labor model proposed by Grandey (2000). The current
experiment adopted a novel approach by testing the mediating role of emotional labor
role-play performance in the relationship between personality and non-interpersonal task
performance. Emotional labor performance was based on performance ratings in three
categories: emotional expressions, effectiveness, and sincerity or genuineness of rolerequired emotion. Emotional labor role-play scenarios and performance measures in the
current study were adapted from those outlined by Bono and Vey (2007). Another set of
goals of the current study was to assess the moderating role of commitment and to clarify
the “individual factors” aspect of Grandey’s (2000) model.
Emotion, Emotion Regulation, and Emotional Labor Defined
In order to understand the emotional labor process, it is important to first provide
a common definition of emotion. Gross (1998b) agreed with William James (1884) who
viewed emotions as “adaptive behavioral and physiological response tendencies… called
forth directly by evolutionarily significant situations” (Gross, 1998b, p.272). In other
words, emotional episodes are flexible sequences that utilize a “set of behavioral,
experiential, and physiological” tendencies that ultimately influence how individuals
respond to “challenges and opportunities” (Gross, 2002). According to this definition
individuals will often express these emotional response tendencies, but not always,
suggesting that regulation plays a part in the emotion process, occurring after emotion
tendencies and prior to response behaviors (Gross, 1998b).
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For purposes of the current study, emotion regulation was conceptualized
consistently with the definition provided by Gross (1998b).
Emotion regulation refers to the processes by which individuals influence which
emotions they have, when they have them, and how they experience and express
these emotions. [These] processes may be automatic or controlled, conscious or
unconscious, and may have their effects at one or more points in the emotion
generative process. (p.275)
Gross (1998b) used this definition in conjunction with proposing a process model of
emotion regulation, which included situational factors, response options, and outcomes of
regulation and also outlined the ideas of antecedent- and response-based regulation
(Gross, 1998a; 1998b).
According to the first phase of Gross’ process model, antecedent-based regulation
comprised situation selection, situation modification, attentional deployment and
cognitive change, which serve to regulate an emotion “before the emotion is generated”
(Gross, 1998b). Response-based regulation occurs after the emotion is generated and
includes response modulation. The moments in between antecedent- and responsefocused regulation are referred to as emotional response tendencies and include
behavioral, experiential and physiological tendencies that are available for modification
or regulation following an emotional cue (Gross, 1998b). The difference between the two
is simply whether the emotion is “shut down” on the front-end or after an emotion has
produced response tendencies (Gross, 1998a).
Similar to emotion regulation, emotional labor involves the “management of
feeling” required to “induce or suppress feeling in order to sustain the outward
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countenance that produces the proper state of mind in others” (Hochschild, 1983, p.7).
While Hochschild’s (1983) definition concerned emotion expression and the
consideration of others, a later definition from work by Ashforth and Humphrey (1993)
considered “labor” as actual employee behavior instead of “presumed” emotions that
motivated the behavior. According to Ashforth and Humphrey (1993), this distinction is
necessary because it is possible for employees to abide by display rules without adjusting
any personal feelings, again emphasizing observable behaviors and expressions of
employees.
Synopsis of the Grandey Model
Construct definitions and research goals in emotional labor and emotion
regulation are very similar and may easily be confused. Grandey (2000) clarified these
issues and proposed a conceptual model of emotional labor, which described emotional
labor in the context of emotion regulation. According to Grandey, emotional labor is “the
process of regulating both feelings and expressions” so that individuals’ emotional
expressions in the workplace align with organizational goals. Grandey established that
emotional labor involved the management of both feelings and expression and that this
control was primarily attained through two distinct processes: deep acting and surface
acting.
The first emotional labor process, deep acting, involves the conscious
modification of feelings with the goal of expressing desired emotion. The second process,
surface acting, requires regulation of observable emotional expressions (Brotheridge &
Lee, 2003; Grandey, 2000; 2003), or “simulating” an emotion that is not actually felt
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(Austin, Dore, & O’Donovan, 2008). In other words, deep acting focuses on managing
internal feelings while surface acting relies on observable expressions.
Grandey’s (2000) definitions of emotional labor, deep acting, and surface acting
were presented following a more detailed description of Hochschild’s (1983), Ashforth
and Humphrey’s (1993) and Morris and Feldman’s (1996) perspectives. Each view
agreed that emotional labor was an effortful process in workplace situations, but
according to Grandey (2000), construct definitions were not cohesive and the literature
did not provide sufficient theoretical support for proposed consequences of emotional
labor. For these reasons, the current study relied upon Grandey’s (2000)
conceptualization of emotional labor.
Emotional Labor Performance
The emotional labor process begins in response to organizational display rules, or
demands communicated by an organization to employees regarding the emotions that are
appropriate in a particular position and how those emotions should be conveyed
(Diefendorff & Richard, 2003; Hochschild, 1983). Frequently, organizations require
employees to demonstrate positive emotions toward customers and conceal negative
emotions (Austin et al., 2008). Successful emotional labor performance involves an
employee’s ability to comply with the appropriate organizational display rules while
carrying out his or her assigned job tasks. In lab studies, emotional labor performance has
been based on three factors: emotional expression, genuineness, and overall employee
effectiveness (Bono & Vey, 2007). In applied settings, customers or supervisors would
use similar emotional cues to assess emotional labor performance. For example, when
employees display friendly emotions toward customers, the behavior is considered
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successful because customers are more likely to return to a store and refer the service to a
friend (Tsai, 2001). The current study defined emotional labor performance according to
previous research, using “other” ratings of expression, genuineness and overall
effectiveness.
Proposed Model
Based on empirical evidence subsequent to Grandey’s (2000) review and initial
conceptual model, the conceptual model illustrated in Figure 1 was adopted for the
current study. The model includes three additional factors – commitment to display rules,
emotional labor performance, and non-interpersonal task performance. These
suggestions, in addition to empirical evidence published since Grandey, will be presented
in support of the proposed model and used as a foundation upon which to develop and
test specific hypotheses.
Antecedents of Emotion Regulation and Emotional Labor
Grandey (2000) and Gross (1998b) agree that antecedents of emotion regulation
include any situational variable that triggers an emotional response. In organizational
literature, deep acting represents regulation that occurs before an emotional situation
occurs and surface acting is similar to Gross’ (1998b) definition of response-focused
regulation, or the control of “emotion-expressive behavior”. Instead of working to control
internal feelings and emotion, employees that use surface acting control emotional facial
expressions in response to work-related stimuli.
Although emotion regulation may occur in response to a number of situations,
antecedents of deep acting and surface acting are by definition work-specific. In fact,
according to Totterdell and Holman (2003), only two antecedents are relevant in
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Figure 1. Proposed Emotional Labor Model

emotional labor literature: organizational demands and employee interactions with
customers. Antecedents to emotional labor in Grandey’s (2000) model included positive
or negative emotional workplace events and employees’ interaction expectations such as
the frequency and duration of customer interactions.
Recent Developments in Emotional Labor
Two major themes in research since Grandey (2000) have been the lack of
quantitative evidence (Zapf, 2002) in the field and the development of alternative
conceptual models or analyses of Grandey’s (2000) model (Diefendorff & Gosserand,
2003; Totterdell & Holman, 2003; Zapf, 2002). Important factors that should be
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considered in resolving these issues include improved empirical research and defining the
antecedents and consequences of the emotional labor process.
In order to address the lack of quantitative progress in the field, Bono and Vey
(2005) performed a “bare bones” meta-analysis that included only 11 studies and 16
independent samples. Although the topic was not advanced enough for a full metaanalysis and conclusions based on these results may be weak, emotional labor studies
may benefit from the developing themes defined by the researchers: emotional
management, display rule existence and compliance, and role requirements (Bono & Vey,
2005). The most noted finding was that no strong relationship was found between
organizational demands and employee perceptions in terms of emotional labor. In other
words, although an organization may communicate display rules to employees, it is not
clear that employees perceive these display rules and perform appropriate emotional
labor as a result. This conclusion would confuse proposed models (Grandey, 2000;
Grandey, 2003), specifically creating debate regarding how employees obey emotional
expectations if perceiving emotion rules is uncorrelated with performance, but the source
and lack of data should precede any conclusions made about Bono and Vey’s (2005)
results.
A third new development in the emotional labor field is the idea that “naturally
felt emotion” comprises a third component of emotional labor. This idea was first
presented by Ashforth and Humphrey (1993) who argued that worker emotions can be
spontaneous and genuine and at the same time align with organizational demands, or felt
without prompting and achieve the goals of emotional labor. Several studies agree and
consider “naturally felt emotion” a third element in the emotional labor process (Ashforth
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& Humphrey, 1993; Diefendorff, Croyle, & Gosserand, 2005; Zhang & Zhu, 2008),
although few studies have supported a three-factor structure (Judge, Woolf, and Hurst,
2009).
In fact, it has been suggested that naturally felt emotion is not a distinct
component of emotional labor, but instead the opposite end of the surface acting
continuum (Austin et al., 2008). In the current study, naturally felt emotion was included
separately for exploratory purposes, but was also combined with surface acting for
hypothesis testing. Specifically, surface acting and naturally felt emotion were combined
and compared to deep acting in a dichotomous “acting” variable.
Commitment to Display Rules
Display rule compliance is addressed with the first novel component included in
the proposed conceptual model: the moderating role of commitment to display rules
between perception of display rules and emotional labor performance. In this case,
commitment refers to a employees’ intention to abide by display rules, or persistence in
showing appropriate emotion according to the display rules even when doing so is
difficult (Gosserand & Diefendorff, 2005). According to recent research, the existence of
display rules does not necessarily lead to employees’ abiding by the rules and performing
emotional labor. Instead, employee commitment to perceived organizational display rules
is key if employees are to choose deep acting or surface acting in response to these rules
(Gosserand & Diefendorff, 2005).
Increased commitment also has a positive relationship with the short-term
outcome of improved positive affective delivery (Gosserand & Diefendorff, 2005). An
employee must not only perceive or understand organizational display rules, he or she

+!

must also be committed to those rules in order to successfully surface act or deep act
during customer interactions and this commitment increases positive affective delivery
outcomes for the organization.
Attention must be given to the moderating effects of display rule commitment
before the relationships between display rule antecedents and outcomes can be fully
determined. Commitment determines the extent to which employees will perform
emotional labor that aligns with organizational display rules and may also impact the
frequency of employees’ positive affective delivery. Personality and motivation act as
antecedents to display rule commitment, with agreeable employees showing greater
levels of commitment even when faced with incivility. Adding commitment to display
rules as a moderator to the proposed model clarifies the emotional labor process and
illustrates how personality variables have an impact on emotional labor success and
employees’ willingness to comply with organizational display rules.
H1: Commitment to display rules moderates the relationship between display
rules and emotional labor performance, such that the positive relationship
between display rules and performance is stronger when level of commitment is
high and weaker when commitment is low.
Role of Deep Acting
The type of emotional labor employees choose to perform – surface acting or
deep acting – can impact the consequences of emotional labor and emotional labor
performance as determined by supervisory ratings. Generally, empirical evidence
concerning specific consequences of emotional labor has been mixed (Heuven & Bakker,
2003; Zapf & Holz, 2006; Zhang & Zhu, 2008). Deep acting requires individual attention
to perform and it would be assumed by Grandey’s (2000) conceptual model that the
process leads to positive outcomes, although this idea has been less of a focus over the
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past decade. Grandey (2003) suggested a direct approach was to evaluate deep acting and
surface acting with respect to typical outcome measures. In fact, Grandey was one of the
first to note that unlike surface acting, deep acting decreased emotional dissonance,
suggesting that this method might “restore… emotional resources” more so than other
regulation types. Later research supported these findings and concluded that compared to
deep acting, surface acting is an effortful process that does not promote resource gain,
which leads to reduced well-being (Martinez-Inigo, Totterdell, Alcover, & Holman,
2007). Deep acting though leads to resource gain and leaves individual well-being
unaffected (Martinez-Inigo, et al., 2007)
Other benefits of deep acting may include increased job satisfaction, reduced
burnout, and increased personal accomplishment (Zhang & Zhu, 2008). Brotheridge and
Grandey (2002) came to a similar conclusion in a study that showed a relationship
between increased feelings of personal accomplishment with both a perception to display
positive emotions and deep acting. Results from emotional labor studies support the idea
that personal accomplishment may be a third and separate element of burnout in addition
to emotional exhaustion and depersonalization (Brotheridge & Grandey, 2002; Zhang &
Zhu, 2008).
Finally, research suggests that deep acting is also a more successful method in
conveying appropriate emotions compared to surface acting (Grandey, 2003) because
deep acting aims to be authentic (Brotheridge & Lee, 2003; Grandey, Fisk, Mattila,
Jansen, & Sideman, 2005) and has fewer negative consequences for the employee
(Brotheridge & Grandey, 2002). In fact, research by Grandey (2003) suggested that deep
acting had a positive impact on peer-rated employee/customer interactions that was

,,!

greater than the impact of employee job satisfaction, surface acting, or emotional
exhaustion. Greater surface acting frequency, however, was associated with lower peerreported affective delivery scores and was also related to increased frequency of having
negative reactions or revealing negative moods to customers (Grandey, 2003).
Based on the idea that deep acting is less exhaustive and associated with
improved performance, the current study focused on a dichotomous variable that
described overall levels of deep acting. This approach was used to capture the extent to
which participants were deep acting or “not” deep acting (i.e., surface acting or showing
natural emotion). The current study also defines “emotional labor performance” as the
outsider rating of emotional labor success. Greater scores given by raters concerning
emotional labor effectiveness is expected to correlate with greater use of deep acting by
the participant. Therefore, the proposed model includes deep acting as a predictor of
emotional labor performance.
H2: A positive correlation is expected between deep acting and emotional labor
performance.
Short-Term Individual Consequences
An additional novel element in the proposed model involves consequences of the
emotional labor process. Whereas the original model included consequences such as
burnout that are “long-term” effects of emotional labor, research since Grandey (2000)
suggests that the model should incorporate “short-term consequences” of emotional
labor, such as exhaustion immediately following an emotional labor task.
When it comes to consequences of emotion regulation, empirical research
suggests that suppressing emotions following a stimuli, or surface acting, leads to
decreased memory (Richards & Gross, 2000) and decreased performance (Wallace,
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Edwards, Shull, & Finch, 2009), while reappraisal, a process similar to deep acting,
might actually improve memory (Richards & Gross, 2000) and free up attentional
resources to help improve employee performance (Wallace, Edwards, Shull, & Finch,
2009). In addition to cognitive effects, both suppression (Gross, 1998a, 2002) and surface
acting (Bono & Vey, 2007) have been associated with negative physiological outcomes,
such as increased heart rate and stress. Interestingly, research has shown that even one’s
regulation “tendency” can affect task performance. In other words, even if an employee is
not using regulation strategies while carrying out a specific task, his or her chosen
regulation type, suppression or reappraisal, can impact task performance (Wallace et al.,
2009).
Not surprisingly, surface acting and suppression as well as reappraisal and deep
acting are similar processes by definition and the processes result in similar
consequences. For example, as opposed to deep acting, surface acting is related to
exhaustion (Grandey, 2003), depersonalization (Zhang & Zhu, 2008), negative mood, and
decreased job satisfaction (Judge et al., 2009). The most noted consequence of emotional
labor, the “syndrome” of burnout, comprises three characteristics: emotional exhaustion,
depersonalization, and reduced personal accomplishment in jobs classified as or related to
“people work” (Maslach & Jackson, 1986; Zapf, 2002). However, the relationship
between emotional labor efforts and burnout is more often shown through indirect
associations with known stressors such as emotional dissonance, often the suppression of
negative emotion (Zapf & Holz, 2006; Zapf, Seifert, Schmutte, Mertini, & Holz, 2001),
instead of directly with deep or surface acting.
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In an applied example, Zyphur et al. (2007) asked participants to play the role of
an “employee” and were confronted by a confederate “customer” that acted either
positively (control condition) or negatively (experimental condition) toward the
“employee”. Participants were told to respond in a positive way at all times, requiring the
participants to perform emotional labor, and following the interaction, were given an
unsolvable puzzle and offered a bowl of candy while they worked on the task. As
predicted, those that interacted with a negative “customer” showed less persistence on the
unsolvable puzzle task and consumed more candy than participants in the control or
positive group (Zyphur, Warren, Landis, & Thoresen, 2007), suggesting that the way
employees perform during emotional labor interactions can even impact subsequent
employee performance.
Ultimately, literature suggests that deep acting is a less exhaustive emotional
labor process than surface acting (Judge et al., 2009), is potentially restorative to
cognitive resources (Zyphur et al., 2007), and may lead to higher performance ratings
(Ashforth & Humphry, 1993; Grandey, 2003). Therefore, the current model includes
“acting” as a dichotomous factor representing employees that perform deep acting and
those that do not. If individuals report greater levels of deep acting than surface acting,
those individuals will likely earn better emotional labor performance scores and show
lower levels of exhaustion. In addition, employee emotional labor performance as rated
by a customer or a supervisor may be related to variations in levels of exhaustion, which
should impact subsequent performance on non-interpersonal tasks. For these reasons, the
following hypotheses are proposed:
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H3: Emotional labor performance mediates the relationship between acting and
exhaustion.
H4: Exhaustion mediates the relationship between emotional labor performance
and (a) task speed and (b) task accuracy (non-interpersonal task performance).
Organizational Consequences
Individual consequences of emotional labor are a logical next step when
considering the emotional labor process, however, the effects of emotional labor on
customers, co-employees, managers, and the organization are also important. Grandey
(2003) explored the consequences of deep and surface acting based on stress and service
outcomes of administrative assistants. Her model suggested that the relationship between
job satisfaction and affective delivery, or expressing the appropriate positive emotion to
customers or clients, is mediated by deep and surface acting. Employees that were highly
satisfied were less likely to engage in acting, and surface acting was even less common
for satisfied employees compared to deep acting.
Deep acting has the “power to convince an audience” (Grandey, 2003, p.93) and
may even offer positive outcomes for employees that choose to use this method. The
organizational benefit was that deep acting had a positive impact on observed
employee/customer interactions that was greater than the impact of job satisfaction,
surface acting, or emotional exhaustion on the employee. In addition, deep acting was not
associated with employee exhaustion, but instead it was suggested that this method had a
restorative effect on the employees; however, the same benefits do not occur for
employees that rely on surface acting. In this case, high levels of self-reported surface
acting frequency were associated with lower peer-reported affective delivery scores and
increased frequency of breaking character, or having negative reactions or revealing
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negative moods to customers, and this relationship was mediated by emotional
exhaustion. It may be the case that positive experiences with customers encourage
employees’ use of deep acting. From the position of the employee, “mood congruent”
effects, a decrease in mental load, reciprocity theory, or the effort to maintain positive
moods induced by customers, may help explain increased deep acting in response to
positive encounters with customers (Totterdel & Holman, 2003).
Factors leading to burnout are a common concern to organizations, but
understanding other, less-studied consequences of emotional labor may also prove
valuable. For example, service employees that reported higher frequencies of surface
acting on the job also had higher rates of deviant or counterproductive work behavior and
this relationship remained even when controlling for two common predictors of deviant
behavior, self-control and organizational justice (Bechtoldt, Wel, Hartig, & Zapf, 2007).
As expected, deep acting was not related to deviance.
In summary, empirical literature has placed importance on short-term outcomes
such as emotional exhaustion and performance. Survey and experimental studies support
this approach and have supported the generally negative individual and organizational
outcomes related to surface acting as well as the potentially positive outcomes of deep
acting. For these reasons, the current model narrows the process to include short-term
consequences resulting from emotional labor efforts.
Individual Differences
Another important element in the current model that is only recently gaining
empirical support is the contribution of personality factors to emotional labor. Grandey’s
(2000) model specifically mentions individual factors including negative affect (NA),
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positive affect (PA), emotional intelligence, expressivity, and gender as factors that
would impact an individual’s use of deep or surface acting. The few studies that have
been published on the topic explore personality’s influence on display rule perceptions
(Diefendorff & Richard, 2003), emotional labor preference, or outcomes (Austin et al.,
2008) and even fewer have approached these relationships using an experimental lab
design.
Like Grandey’s (2000) conceptual model, results from Brotheridge and Grandey
(2002) and Judge et al. (2009) point to the importance of considering PA and NA, or
mood in the relationship between emotional labor antecedents and outcomes. Recent
research has suggested that individuals who display greater levels of NA, or that
experience more negative emotions, also report more frequent use of surface acting
(Brotheridge & Lee, 2003; Gosserand & Diefendorff, 2005). This relationship supports
the idea that individuals that naturally experience more negative emotions are required to
follow positive emotion display rules and therefore act contrary to what he or she feels
most often (Diefendorff et al., 2005).
The opposite is true for individuals high in PA – individuals that experience
greater levels of positive emotion report significantly lower levels of surface acting
(Brotheridge & Lee, 2003; Gosserand & Diefendorff, 2005). In a study by Gosserand and
Diefendorff (2005), results revealed a positive relationship between PA and deep acting
and a negative relationship between PA and surface acting. Also, NA was related to
increased use of surface acting and deep acting. According to Diefendorff et al. (2005),
these results showed that levels of positive and negative affectivity, or how a employee

,)!

feels the majority of the time, will determine if the employee will “fake” emotions (i.e.,
surface act), but not whether he or she will change felt emotions (i.e., deep act).
Generally researchers agree that PA and NA are closely related to other elements
of personality so instead of using measures of PA and NA, researchers often choose to
examine extraversion and neuroticism (Diefendorff et al., 2005; Diefendorff & Richard,
2003; Watson & Clark, 1992). Diefendorff et al. (2005) supported this choice because
extraverts tend to naturally experience more positive emotions (PA) while individuals
high in neuroticism naturally experience more negative emotion (NA). According to
Diefendorff and Richard (2003), focusing on extraversion and neuroticism allows
“broader” inferences to be made in regards to emotional labor about a study in
organizational literature.
Initially, Grandey (2000) proposed that personality would influence one’s ability
to successfully perform surface acting or deep acting. Research since Grandey (2000) has
focused on the relationships between emotional labor and elements of personality,
primarily extraversion and neuroticism, to determine the type of emotion regulation
strategies individuals prefer and the impact emotional labor has on individuals.
According to Bono and Vey (2007), there are four ways to consider theory combining
emotional labor and personality: differences in employees’ willingness and ability to
perform, individual emotion regulation preference (deep acting or surface acting),
physiological and stress outcomes of emotional labor, and emotional labor performance.
In terms of strategy preference, results from recent survey studies suggest a
negative relationship between surface acting and extraversion and a positive relationship
between surface acting and neuroticism (Austin et al., 2008; Diefendorff, et al., 2005;
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Judge et al., 2009). The remaining significant personality variables in the study by
Diefendorff et al. (2005) – agreeableness, conscientiousness, and self-monitoring – were
referred to as “willingness to” variables. In other words, these factors were suggested to
determine whether or not individuals were willing to perform emotional labor.
Conscientiousness and agreeableness had a negative relationship with surface acting,
suggesting that more “dependable” employees and those that value social interactions are
less likely to surface act (Diefendorff et al., 2005). Later research by Judge et al. (2009)
supported the results that conscientious individuals are less likely to surface act.
Self-monitoring replaced openness as the fifth personality variable in the
Diefendorff et al. (2009) study and was a significant predictor of surface acting.
Researchers explained that openness has a weak theoretical connection to emotional labor
literature therefore its use was primarily exploratory in this study and showed no
significant relationships. Previous literature though reported an opposite outcome and
self-monitoring was associated with deep acting, improved emotional performance, and
decreased stress (Bono & Vey, 2007).
While surface acting has been linked to several predictors, relationships between
deep acting and personality are not as clear. A related study suggested that agreeableness
is the only significant positive predictor of deep acting (Diefendorff et al., 2005),
however, subsequent studies agreed that extraversion was an additional significant
predictor of deep acting (Austin et al., 2008; Judge et al., 2009) and these results mirrored
the first published affective relationship between deep acting and positive affect
(Gosserand & Diefendorff, 2005).
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The Diefendorff et al. (2005) study was unique in providing support for a threefactor model of emotional labor, including deep acting, surface acting, and naturally felt
emotion. In this case, naturally felt emotion in the workplace was predicted by
extraversion and agreeableness.
For the most part, emotional labor and individual difference data has been
collected via self-report surveys, but Bono and Vey (2007) contributed greatly to this line
of research with a lab experiment and asked the question: “who can best manage their
emotions to produce the required emotional expression without seeming insincere or
expressing increased stress?” (p.177). To address this question, participants were asked to
perform role-play regulation tasks requiring either enthusiasm or anger. Each scenario
was filmed and trained raters judged performance of each participant. Results indicated
that individuals high in self-monitoring were more likely to deep act than low selfmonitors and earned higher performance ratings in emotional labor, but no significant
outcomes were produced concerning extraversion and neuroticism (Bono & Vey, 2007).
Generally, extraversion and conscientiousness have been negatively related to
surface acting while deep acting has been positively related to agreeableness and, in one
study, extraversion. However, evidence of personality’s role in the type and performance
success of individual emotional labor to this point has been inconsistent. Table 1 presents
a summary of the relationships that are expected concerning personality variables and
emotional labor preference.
Based on this summary and research concerning personality and emotional labor
performance, individuals with greater levels of conscientiousness, agreeableness, and
extraversion are predicted perform deep acting most frequently. As a result, these
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individuals are predicted to also receive greater emotional performance scores compared
to individuals with lower levels. Concerning personality and emotional labor
performance, the following predictions concerning personality and performance were
proposed:
H5: A positive correlation is expected between conscientiousness and emotional
labor performance.
H6: A positive correlation is expected between agreeableness and emotional labor
performance.
H7: A positive correlation is expected between extraversion and emotional labor
performance.

Table 1
Predicted Relationships Between Personality Variables and Acting Preference
Surface Acting Deep Acting Naturally Felt
Emotion
Conscientiousness
Agreeableness
Extraversion
Neuroticism
Self-Monitoring

–
–
–
+
+

+
+
+
–
+

+
+

Method
Participants and Design
A total of 157 participants were recruited through University of Memphis
undergraduate psychology courses. Extra credit was awarded to students who completed
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the study. Mean age for the sample was 21.6 and ranged from 17 to 45 years. The sample
was primarily female (74.5%) and the largest ethnicity group represented was African
American (58%) followed by Caucasian (30.6%), Other (5.1%), Asian (3.2%), Hispanic
(2.5%), and Pacific Islander (0.6%). The majority of participants were employed parttime (57.3%), while 33.1% were employed full-time and 9.6% were unemployed.
A one-factor, between-subjects design was used in which participants were
randomly assigned to one of two emotional labor role-play scenarios (positive emotion
display rules and negative emotion display rules). In order to simulate an interaction that
required emotional labor, participants were randomly assigned to one of two
experimental groups and given a role-play exercise adapted from Bono and Vey (2007).
Both role-plays required participants to act as a car rental agent at “Tiger Rent-A-Car”. In
Condition “A”, participants were given positive display rules and instructed to act
enthusiastic and excited toward a new customer (see Appendix A). Condition “B”
involved a negative-emotion role-play that demanded a serious, stern response to a
customer that refuses to pay for a damaged vehicle (see Appendix B). In each case,
participants were told that the role-play would be videotaped so that the “boss”
introduced in the instructional video could rate the participant’s performance and ensure
that “employees” are abiding by the display rules.
Measures
Personality. Dimensions of personality were assessed using a 100-item IPIP
representation of Costa and McCrae's (1992) five NEO domains (IPIP; Goldberg et al.,
2005)(see Appendix C). Extraversion, neuroticism, agreeableness, openness to
experience, and conscientiousness were measured using 20 items per dimension and
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responses to each item were made on a 5-point scale (1 = Strongly Disagree to 5 =
Strongly Agree). Several studies involving personality assessment have provided support
for the reliability and validity of the IPIP (Bono & Vey, 2007). Coefficient alphas in the
current study were: extraversion (alpha = 0.91), neuroticism (alpha = 0.90), agreeableness
(alpha = 0.80), conscientiousness (alpha = 0.90), and openness to experience (alpha =
0.81).
Emotional Labor Performance. To assess emotional labor performance, two
trained researchers viewed each role-play video and determined participant emotional
labor scores based on overall performance, genuineness, and overall effectiveness (Bono
& Vey, 2007). Similar to Bono and Vey (2007), each videotape was shortened to three
minutes to ensure consistency in length and the three-minute clips were combined onto
larger discs for viewing.
Ratings of overall performance considered appropriate body language and
emotional expressions for positive or negative display rules (Fast, 1970; Pease, 1981).
For the positive emotion role-play, participant performance was scored using adapted
emotion descriptors from Bono and Vey (2007), including excitement, enthusiasm,
exhilaration, animation, and cheerful. Each adjective was rated in terms of amount of
emotion shown from 1 = None at all to 5 = A great deal. For the negative role-play, the
same scale was used to rate items adapted from Bono and Vey (2007), including stern,
irritation, serious, calm, and displeasure.
Genuineness was scored based on rater perceptions of participants’ emotional
sincerity and dialogue throughout the interaction. Finally, overall effectiveness
considered the success of the participant in terms of carrying out tasks related to the role-
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play, such as explaining company policies while maintaining appropriate emotional
reactions (see Appendix D). Each performance rating was based on a 5-point scale so a
difference of two or more points would indicate disagreement between the two raters. For
this reason, raters reviewed videos in which individual rater scores differed and worked
to reach agreement within one point for emotional expression, genuineness, and
effectiveness scores. Overall intraclass correlation for emotional labor performance
scores was 0.72, p = .001.
Non-Interpersonal Task Performance. Non-interpersonal task performance was
assessed using clerical tests of speed and accuracy. The task required participants to find
spelling mistakes in a two-page text document (see Appendix E) and addition errors in a
list of numeric problems (see Appendix F) as quickly and as accurately as possible. An
online stopwatch was used to record the amount of time required to complete the task.
Following task instructions, the researcher started the online timer and the participant was
instructed to stop the timer when he or she completed the proofreading task. In terms of
accuracy scores, the total number of incorrect answers on the proofreading task was
subtracted from the total number of correct answers.
Acting. In order to assess the acting preference of participants, surface acting,
deep acting, and naturally felt emotion were measured using an emotional labor selfreport measure adapted from Diefendorff et al. (2005) and Grandey (2003) (see Appendix
G). Items refer to examples of how the participants may have participated in surface
acting or deep asking during the role-play and is measured on a 7-point scale (1 =
Strongly disagree to 7 = Strongly agree). A sample item for surface acting includes,
“During the role play did [I]… fake a good mood”. A sample item for the deep acting
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scale, “During the role play did [I]… try to actually experience the emotions I must
show.” A sample from the naturally felt emotion scale was, “The emotions I showed
matched what I spontaneously felt”.
The model proposed in the current study focused on the extent to which
participants chose to deep act. For this reason, responses on the emotional labor scale
were divided into two groups: deep acting, which included participant scores that were
greater for deep acting or naturally felt emotion, and “not” deep acting, which included
scores that were greater for surface acting. In the current study, scale reliability was
moderate for the deep acting (alpha = 0.61), surface acting (alpha = 0.83), and naturally
felt emotion (alpha = 0.73) scales.
Manipulation Check. Perceptions of display rule demands were assessed using a
7-item measure developed by Diefendorff et al. (2005) (see Appendix H). The measure
included four positive-emotion and three negative-emotion items that determined the type
and level of display rules perceived by the participant. Responses for the measure were
based on a 5-point scale (1 = Strongly Disagree to 5 = Strongly Agree). Internal
consistency reliabilities were alpha = 0.76 for the positive display rule items, alpha = 0.74
for the negative display rule items, and alpha = 0.70 for the overall scale. This measure
served as a manipulation check in the current study to ensure that participants understood
the emotion display rules that were given at the beginning of the experiment.
Commitment to Display Rules. Commitment to display rules was measured using
a 5-item measure adapted by Gosserand and Diefendorf (2005) and used a 5-point
response scale (1 = Strongly Disagree to 5 = Strongly Agree) (see Appendix I). An
example item from the scale was, “I think displaying the emotions on the job that my
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organization desires is a good goal to shoot for”. The internal consistency reliability in
the current study for this scale was alpha = 0.65.
Exhaustion. Participant exhaustion was measured using an adaptation of eight
emotional exhaustion items from the Maslach Burnout Inventory (Maslach & Jackson,
1981). An example item from the adapted measure is “I feel burned out from showing
emotion required by my job” (see Appendix J). Coefficient alpha for the eight exhaustion
items in the current study was 0.88.
Procedure
Upon arrival at the experimental session, participants were presented with an
informed consent form, which described the study and allowed the volunteer to choose
whether or not to participate. Next, a trained experimenter introduced the study and
administered a demographic survey, personality assessment, and self-regulation measure
using an online data collection tool, Survey Monkey.
Following completion of the initial assessments, each participant viewed a short
film that featured a fictional “boss” who described a role-playing exercise that required
either positive or negative emotional labor. The “boss” explained the importance of
emotional labor and the organization’s display rule expectations. The participant also
received a paper copy of the role-play instructions and was given ten minutes to prepare
for the role-play. After 10 minutes, the participant used the role-play instructions and any
script he or she had prepared to act out a positive or negative customer interaction in front
of a video camera. The role-play lasted a total of 5 minutes.
Immediately following the emotional labor task, participants were given a
proofreading task and instructed to complete the task as quickly and accurately as
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possible. After completing the performance task, an experimenter administered the
display rule perception and display rule commitment measures as well as the emotional
labor assessment. Finally, the participant was allowed to ask questions or request results
from the assessments and performance task, fully debriefed, and left the session.
Results
Prior to completing any primary analyses, data were evaluated for the prevalence
of missing, incomplete, or inaccurate information along with an evaluation of the
manipulation check item. Only the acting measure included incomplete data for 7
participants and for each participant, only one of 11 items was missing. For these 7
participants, an average of the related scale items – deep acting, surface acting, or
naturally emotion – was used.
Item four of the display rule perception manipulation check used in Condition
“A” suggested that 2 participants did not perceive the positive emotion display rules as
intended. Removing these participants prior to analysis did not significantly change
results for the hypotheses. In order to strengthen the power of results in the current study,
the participants’ data was not removed. For Condition “B”, a review of participant
responses suggested that the manipulation check items were not interpreted as expected
and 8 participants did not correctly perceive the negative display rule instructions.
However, the negatively worded items and spoken instructions may have confused
participants. Specifically, the role-play “boss” instructs participants that in some
situations it may be necessary to act “excited”, but in this case stern emotions are
required during the role-play. Although this instruction may have been confusing,
researchers that coded the emotional labor task noted that each participant acted
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appropriately according to the assigned condition. For this reason and because removing
these participants did not impact results, the participants’ data was included in further
analyses.
Table 2 includes means, standard deviations, and reliabilities and Table 3 includes
correlations for all primary study variables.
Tests of Primary Hypotheses
Hierarchical multiple regression was used to test Hypothesis 1 (Frazier, Tix, &
Barron, 2004). As shown in Table 4, the regression weights for display rules (! = 2.812)
and commitment (! = 1.369) and the interaction between the two variables (! = -0.697)
were not significant predictors of emotional labor performance. Thus, results did not
support commitment to display rules as a moderator in the relationship between
perception of display rules and emotional labor performance. Regarding Hypothesis 2,
results did not reveal a positive correlation between deep acting and emotional labor
performance (p = .26, n.s.). Therefore, Hypothesis 2 was not supported.
For Hypothesis 3 and Hypothesis 4, mediation analyses were used to test the
effect of emotional labor performance on the relationship between exhaustion and deep
acting as well as the effect of exhaustion on the relationship between exhaustion and (a)
task speed or (b) task accuracy. In order to increase power and because the sample size
was not large, bootstrapping procedures were used to test for mediation (MacKinnon et
al., 2002; Preacher & Hayes, 2004) using the SPSS macros developed by Preacher and
Hayes (2004). A total of 5,000 bootstrap resamples of the data were used and significance
at alpha = .05 was determined by the 95% confidence intervals not crossing zero. Results
indicated that emotional labor performance was not a significant mediator in the
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relationship between acting and exhaustion (see Table 5). Bootstrapping procedures were
performed for Hypothesis 4, and exhaustion was not a significant mediator of the
relationship between emotional labor performance and (a) task speed or (b) task accuracy
(see Table 6). Thus, no support was provided for either Hypothesis 3 or 4.
Results from correlational analyses did not support Hypotheses 5 or 6. Emotional
labor performance was not significantly correlated with conscientiousness (r(157) = - .06,
p > .05) or agreeableness (r(157) = .05, p > .05).
Results did, however, indicate a significant relationship between extraversion and
emotional labor performance (r(157) = .19, p < .05) so Hypothesis 7 was supported (see
Table 7). Individuals with increased levels of extraversion received greater emotional
labor performance ratings based on an emotional labor role-play.
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Table 2
Means, Standard Deviations, and Reliabilities for all Primary Study Variables
M

SD

"

Display Rule
Group

1.494

0.502

-

Agreeableness

3.808

0.453

0.80

Conscientiousness

3.872

0.561

0.90

Extraversion

3.707

0.683

0.91

Neuroticism

2.588

0.703

0.90

Openness

3.714

0.496

0.81

Acting Preference

0.760

0.428

-

Surface Acting

4.175

1.516

0.83

Deep Acting

5.031

1.223

0.61

4.992

1.364

0.73

4.214

0.701

0.65

9.948

2.476

0.72

Exhaustion

1.882

0.798

0.88

Task Time

777.507

189.588

-

0.720

0.202

-

Naturally Felt
Emotion
Commitment to
Display Rules
Emotional Labor
Performance

Task Accuracy
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Table 3
Correlations for all Primary Study Variables
1

2

3

4

5

6

7

8

9

10

11

12

13

14

31

Display Rule
Group

-

Agreeableness

-.039

-

Conscientious.

-.068

.491**

-

Extraversion

-.095

.365**

.416**

-

Neuroticism

.040

-.483**

-.445**

-.309**

-

Openness
Acting
Preference

.022

.007

-.058

-.008

.080

-

-.019

.093

-.029

.066

-.149

.114

-

Surface Acting

-.002

-.197*

-.122

-.035

.262**

-.057

-.603**

-

Deep Acting

-.072

-.018

.034

-.043

.074

.029

.203**

.146

-

-.025

.187*

.144

.312**

-.193

.037

.393**

-.418**

.253**

-

-.153

.321**

.278**

.319**

-.197*

.141

.158*

-.162*

.103

.218**

-

-.038

.050

-.059

.188*

-.036

.118

.013

.076

.091

.151

.104

-

.057

-.364**

-.457**

-.401**

.333**

.047

-.160*

.310**

.001

-.295**

-.664**

-.031

-

Task Time

.016

.019

-.052

.063

-.041

.016

.047

-.092

.041

.114

-.009

.019

.027

-

Task Accuracy

.030

-.047

-.131

-.052

.082

.063

-.003

.140

.128

.002

.075

.166*

-.008

-.117

Naturally Felt
Emotion
Commitment
to Display
Rules
Emotional
Labor
Performance
Exhaustion
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Correlations Between Conscientiousness, Agreeableness, Extraversion, and
Emotional Labor Performance
Variable

1

2

3

4

N = 157
Conscientiousness

0.90

Agreeableness

0.49**

0.80

Extraversion

0.42**

0.37**

0.91

Emotional Labor
Performance

- 0.06

0.05

0.19*

-

Note. Scale reliabilities are listed in italics
* p < .05. ** p < .001.

Additional Analyses
Additional analyses were performed to explore the relationships among the
antecedents and consequences of emotional labor related to the proposed model. In terms
of personality antecedents, only extraversion had a significant (r = .19, p < .05)
relationship with emotional labor performance. Specific ratings for emotional labor
performance revealed that extraversion was significantly related to ratings of genuineness
and effectiveness, but was not significantly related to scores based on emotional
expressions or body language (see Table 8).
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Table 8
Correlations Between Extraversion, Emotional Labor Performance (Total), Emotional
Expression, Genuineness, and Effectiveness
Variable

1

2

3

4

5

N = 157
Extraversion

-

Emotional Labor
Performance (Total)

0.19*

-

Emotional Expression

0.12

0.81**

-

Genuineness

0.16*

0.92**

0.59**

-

Effectiveness

0.22**

0.93**

0.61**

0.84**

-

* p < .05. ** p < .01.

In terms of emotional labor preference, the current study focused on the extent to
which participants did or did not deep act. The full emotional labor measure though,
captured information about the extent to which participants performed deep acting,
surface acting, and naturally felt emotion. Correlational analyses were performed to
evaluate the relationship between personality variables and emotional labor preference.
Previous studies have suggested that extraversion is a significant predictor of deep acting
(Austin et al., 2008; Judge et al., 2009), but the current study did not support a significant
relationship between the two variables. Instead, extraversion (r = .31, p < .001) and
agreeableness (r = .19, p < .05) showed a significant positive correlation with naturally
felt emotion while neuroticism had a significant negative relationship with naturally felt
emotion (r = - .19, p < .05). Deep acting was not significantly related to the five
personality factors – openness to experience (r = .03, p > .05), conscientiousness (r = .03,
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p > .05), extraversion (r = - .04, p > .05), agreeableness (r = - .02, p > .05), or neuroticism
(r = .07, p > .05), but similar to previous literature, surface acting was negatively
correlated with agreeableness (r = - .20, p < .05) and positively correlated with
neuroticism (r = .26, p < .001) (see Table 9).

Table 9
Correlations Between Conscientiousness, Agreeableness, Extraversion,
Neuroticism, and Emotional Labor Preference
Naturally Felt
Variable
Deep Acting
Surface Acting
Emotion
Conscientiousness
0.03
- 0.12
0.14
Agreeableness

- 0.02

- 0.20*

0.19*

Extraversion

- 0.04

- 0.04

0.31**

Neuroticism

0.07

0.26**

- 0.19*

* p < .05. ** p < .01.

Although the proposed model suggests a relationship between acting, emotional
labor performance and exhaustion as a consequence, acting and emotional labor
performance were not significant predictors of exhaustion. Regression analyses indicate
that two personality variables, conscientiousness and extraversion, were significant
predictors of exhaustion (b = 4.95, p < .001) (see Table 10). Individuals with greater
levels of conscientiousness and extraversion experienced less exhaustion following the
emotional labor role-play.
Additionally, individuals that were highly committed to the display rules were
less exhausted following the emotional labor role-play (r = -0.66, p < .001). When
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commitment and individual differences were considered as predictors of exhaustion,
regression analyses suggest that the best fitting model includes conscientiousness and
commitment as predictors of exhaustion, accounting for 52% of the variance in
exhaustion scores (see Table 11).

Table 10
Summary of Regression Analysis for Personality Variables Predicting Emotional
Labor Performance
!
SE !
Variable
t
p
Constant

4.95

0.42

11.84

Conscientiousness

- 0.50

0.11

- 4.61

0.001

Extraversion

- 0.30

0.09

- 0.26

0.001

Note. R2 = .21 for Step 1; R2 = .26 for Step 2

Table 11
Summary of Regression Analysis for Individual Differences Predicting Emotional
Labor Performance
!
SE !
Variable
t
p
Constant
Commitment to
Display Rules
Conscientiousness

6.31

0.36

17.3

- 0.66

0.07

- 10.03

0.001

- 0.42

0.08

- 5.091

0.001

Note. R2 = .44 for Step 1; R2 = .52 for Step 2
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Discussion
The current study examined Grandey’s (2000) conceptual model of emotional
labor and additional model elements including individual differences, commitment to
display rules, and short-term consequences. Specifically, the study investigated the
relationships between display rule commitment, personality variables, emotional labor
performance, exhaustion, and non-interpersonal task performance. Previous research
suggests that commitment to display rules moderates the relationship between display
rules and emotional labor performance (Gosserand & Diefendorff, 2005), however, the
current study did not support these results and Hypothesis 1 was not supported. In terms
of exhaustion, emotional labor performance did not serve as a mediator between acting
and exhaustion nor did exhaustion mediate the relationship between emotional labor
performance and non-interpersonal task performance.
Deep acting did not have a statistically significant relationship with emotional
labor performance and of the five personality variables only extraversion had a
significant positive relationship with emotional labor performance. Personality variables
were also significantly related to emotional labor preference. Specifically, naturally felt
emotion correlated positively with extraversion and agreeableness and negatively with
neuroticism. As predicted in literature, surface acting had a significant negative
relationship with agreeableness and a significant positive relationship with neuroticism.
Finally, although exhaustion was not a predictor of non-interpersonal task
performance, exhaustion levels were related to display rule commitment and
conscientiousness – greater levels of these variables resulted in less exhaustion following
the emotional labor role-play.
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Contributions to the Literature
Over the past decade, emotional labor research has continued to develop and
researchers have approached agreement in terms of a conceptual definition (Bono & Vey,
2005). Results support this agreed upon definition and clarify elements of the conceptual
emotional labor model proposed by Grandey (2000). Lab studies based on the emotional
labor process are rare and the current study serves to expand elements of the model and
support experimental methods as the field progresses.
Exhaustion is a proposed consequence of emotional labor that in the short-term
may affect work performance and in the long-term may lead to burnout. Although results
did not support exhaustion as a predictor of work performance, individuals that showed
greater commitment to the display rules and that scored highly on a measure of
conscientiousness reported less exhaustion following an emotional labor role-play. This
outcome has implications in the fields of selection, placement, and training. In terms of
selection and placement it would be useful for organizations to know that individuals that
are naturally more extraverted would succeed and experience less exhaustion in positions
that require consistent emotional labor performance.
Based on the idea that certain individuals are more natural “actors”, it would be
helpful for organizations to consider individual differences in training and support
employees’ emotional performance needs by training more useful methods of handling
emotional labor situations with customers or clients. For example, instructing employees
how to deep act or control emotions beyond emotional expressions would ultimately
decrease exhaustion and improve overall organizational performance.
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The role-play videotape method used in the current study allowed participant
behavior to be viewed and coded following the emotional labor scenario. Instead of
trusting participants or co-workers to report emotional labor performance, recording
behavior allows researchers to record consistent performance ratings. Testing new
approaches to studying emotional labor in a lab setting is necessary to establish consistent
performance outcomes and individual differences in emotional labor performance.
Commitment is a relatively new element of the emotional labor process
(Gosserand & Diefendorff, 2005) and few studies have focused on the role of
commitment to display rules. In the current study, results suggested that commitment is
related to emotional labor performance success, levels of exhaustion, and personality
variables. Results did not suggest that commitment had a moderating role in the process;
however, the relationships supported suggest that the role of commitment is more
complex than previously thought. Exhaustion, a potential negative outcome of emotional
labor, may be less of a concern if display rules are clearly stated by an organization,
allowing employees to be committed to the display rules and improve individual
performance as a result.
Limitations
Although the current study was based on organizational demands and employee
behavior, the experiment was limited to undergraduate student participants that would not
face evaluations or consequences for poor emotional labor performance. The display
rules and requests made in the study may not have been as salient as demands made in
the workplace. Future studies should consider recruiting participants in an applied setting
or focusing on a sample of participants that are employed full-time. Focusing on full-time
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employees captures information about workplace display rules, emotional labor,
exhaustion, and commitment that might be unavailable to unemployed participants.
The non-interpersonal proofreading task used in the current study led to wideranging scores that may have impacted speed and accuracy performance results. The
proofreading task may have also held little face validity for participants. It would be
useful in future studies to create a task that more closely resembles an assignment that is
given in the workplace.
Finally, in order to code emotional labor performance a video camera was used to
capture participants’ role-plays. This method may have impacted performance because
individuals were required to speak for five minutes without a live interaction. To improve
this approach, future studies create a role-play that involves two or more participants so
that the participant receives immediate feedback from the role-play “customer”.
Future Directions
Emotional labor is a relatively new concept that continues to grow in terms of the
research and literature necessary to define and clarify the field (Bono & Vey, 2005).
Though some researchers have focused specifically on the outcomes of deep and surface
acting, more consistent evidence is needed to support the findings that increased use of
deep acting is less exhaustive and more effective than surface acting. In fact, while some
researchers generally accept these findings, Bono and Vey (2005) suggest that emotional
labor may be “a simple, routine reality of work life” and therefore not as stressful as once
thought. Research that supports differential outcomes between the two types of acting
though could alter the conceptual model of emotional labor to include more specific
outcomes.
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The idea of naturally felt emotions as a third method of emotional labor is also
important in the development of future testable models. Currently, research has not
addressed outcomes of naturally felt emotions so it is unknown if outcomes are
comparable to deep or surface acting or if showing authentic emotion has a negligible
impact on individuals. Future research should consider the impact of natural negative
emotions when appropriate versus natural positive emotions in customer interactions.
Another line of research that must be included in future research is ego-depletion.
Not only has emotional labor been used in ego-depletion research (Zyphur et al., 2007),
applied methods and outcome measures mirror those found in emotional labor research.
Research by Baumeister, Bratslavsky, Muraven, and Tice (1998) should be of particular
interest. Results from a series of four ego-depletion studies, one of which used emotion
regulation to induce ego-depletion, suggest that emotional labor could increase an
employee’s immediate impact on the organization as a whole (i.e., increased passivity,
decreased performance, decreased persistence on tasks) instead of long term (turnover) or
at the individual level (burnout). More immediate consequences of emotional labor and
deep acting and surface acting specifically should be considered.
Recovery and wage are two additional topics that have little empirical support to
date. In terms of wage, increased emotional labor in a position does not necessarily lead
to higher wages earned (Glomb, Kammeyer-Mueller, & Rotundo, 2004). Instead,
researchers found that positions with low cognitive requirements were associated with
decreased wages as emotional labor demands increased. At the same time, positions with
high cognitive requirements were associated with higher wages as emotional demands
increased (Glomb et al., 2004).
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Finally, recovery is a new idea in emotional labor research. Recent research links
positive moods or emotion to ego-depletion recovery, which could emphasize the
importance of employee mood and deep acting. Related study outcomes suggest that
individual persistence decreases following an ego-depletion task, but mood may buffer
the effects of a depleting task. For example, in experimental studies, participant positive
mood has predicted increased persistence in drinking vinegar Kool Aid, increased
persistence playing a “shoot the moon” game, and increased handgrip strength compared
to neutral mood participants following depletion (Tice, Baumeister, Shmueli, & Muraven,
2007).
Although emotional labor may deplete resources, it can also be meaningful and
rewarding depending on the employee and the position, therefore researchers should
work to develop “traditional stress perspective of emotional labor” (Brotheridge &
Grandey, 2002). This research in addition to contributions from related fields has helped
emotional labor research grow substantially since Grandey’s (2000) model. Gathering
more evidence to support early conclusions, expanding research to improve employees’
emotion management, and uncovering individual differences in emotional labor
tendencies will strengthen the field as researchers work to improve organizations through
emotional labor research.
Conclusion
Avoiding emotional labor requirements in organizations is impossible, so
researchers will continue to seek solutions to counteract the negative outcomes of deep
and surface acting. Some research-based suggestions include training employees to deal
with difficult customers (Bechtoldt et al., 2007), allowing breaks or respite activities for
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employees during the workday (Trougakos, Beal, Green, & Weiss, 2008), and seeking
employees and training based on individual levels of emotional competence (Giardini &
Frese, 2006).
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Appendix A
Condition A: Positive Emotion Role-Play
This is a role-play. You are a car rental
agent for Tiger Rent-A-Car. Your job
involves various duties such as assigning
vehicles to customers, answering customer
questions, and collecting payment for rental,
gas, and fees due to damaged vehicles.

are excited and enthusiastic. These emotions
are more important to the company than
what you actually say. You can use the
points below to assist you. Mr. Cole is most
concerned that you be excited!
You should be prepared to talk for about 5
minutes. You can repeat sections of your
talk if necessary to fill time.

Your boss is Mr. Jeff Cole and he often
reminds you that customers are most
satisfied and likely to return to Tiger RentA-Car when employees express the
appropriate emotions. For example, when a
customer walks in to rent a car for the first
time, it is important that Tiger Rent-A-Car
employees show excitement and enthusiasm
and give the customer a positive experience
regardless of how the customer acts or feels.

The emotion expressed in your talk is more
important than the content of your talk. Your
talk will be video-taped and no one will be
responding to your conversation. You may
feel free to practice your talk aloud during
the preparation period.
Summary:
1. You are a Tiger Rent-A-Car agent
2. You are asked to express excitement and
enthusiasm to customer Jane.
3. You have 10 minutes to prepare your
presentation.
4. Your presentation should be 5 minutes in
length.
5. Your presentation will be video-taped.

However, sometimes Tiger Rent-A-Car
agents must show negative or stern emotion
in order to communicate with the customer.
For example, some individuals choose to
argue about the rental agreement or refuse to
pay for damages caused to the vehicles.
Today your boss, Mr. Cole, wants to be sure
that you are communicating the appropriate
emotion to your customers. Therefore, he
has asked that you make a video-tape so that
he can verify that you handle the following
situation correctly.

6. Information about Tiger Rent-A-Car (You
should include these topics in your talk.):
• Customers are required to pay for any
damage to the rental vehicle
• Cars are examined before and after each
rental to ensure no damage is present
• Customers should return the car with a
full tank of gas
• We offer the lowest prices in the state
• Repeat customers get discounts and
other perks (coupons, free coffee, etc.)
• We have locations in all 50 states
• We offer everything from family vans to
luxury cars
• If you are displeased with your service
you can call 1-800-555-TIGER

Jane is a new customer who is comparing
different rental agencies. She walks up to
you and asks about services offered by Tiger
Rent-A-Car. In this situation it is important
that you are expressing excitement and
enthusiasm to Jane who is not showing any
excitement or enthusiastic emotions.
You have 10 minutes to think about what
you would like to say. You may write out a
“script” and are free to be creative –
however, the main goal is to be sure that you
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Appendix B
Condition B: Negative Emotion Role-Play
This is a role-play. You are a car rental
agent for Tiger Rent-A-Car. Your job
involves various duties such as assigning
vehicles to customers, answering customer
questions, and collecting payment for rental,
gas, and fees due to damaged vehicles.

however, the main goal is to be sure that you
are stern, serious, and calm. These emotions
are more important to the company than
what you actually say. You can use the
points below to assist you. Mr. Cole is most
concerned that you be stern!

Your boss is Mr. Jeff Cole and he often
reminds you that customers are most
satisfied and likely to return to Tiger RentA-Car when employees express the
appropriate emotions. For example, when a
customer walks in to rent a car for the first
time, it is important that Tiger Rent-A-Car
employees show excitement and enthusiasm
and give the customer a positive experience
regardless of how the customer acts or feels.

You should be prepared to talk for about 5
minutes. You can repeat sections of your
talk if necessary to fill time.

However, sometimes Tiger Rent-A-Car
agents must show negative or stern emotion
in order to communicate with the customer.
For example, some individuals choose to
argue about the rental agreement or refuse to
pay for damages caused to the vehicles.

Summary:
1. You are a Tiger Rent-A-Car agent
2. You are asked to express serious, stern,
and calm emotion to customer Jane.
3. You have 10 minutes to prepare your
presentation.
4. Your presentation should be 5 minutes in
length.
5. Your presentation will be video-taped.

The emotion expressed in your talk is more
important than the content of your talk. Your
talk will be video-taped and no one will be
responding to your conversation. You may
feel free to practice your talk aloud during
the preparation period.

Today your boss, Mr. Cole, wants to be sure
that you are communicating the appropriate
emotion to your customers. Therefore, he
has asked that you make a video-tape so that
he can verify that you handle the following
situation correctly.

6. Information about Tiger Rent-A-Car (You
should include these topics in your talk.):
• Customers are required to pay for any
damage to the rental vehicle
• Cars are examined before and after each
rental to ensure no damage is present
• Customers should return the car with a
full tank of gas
• We offer the lowest prices in the state
• Repeat customers get discounts and
other perks (coupons, free coffee, etc.)
• We have locations in all 50 states
• We offer everything from family vans to
luxury cars
• If you are displeased with your service
you can call 1-800-555-TIGER

Jane is a new customer who is refusing to
pay for minor damage to the driver door of
the van she is returning. She claims that she
is not responsible for the damage. While you
have sympathy for Jane, in this situation it is
important that you show serious and stern
emotions to Jane while remaining calm even
though Jane is acting argumentative and
rude.
You have 10 minutes to think about what
you would like to say. You may write out a
“script” and are free to be creative –
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Appendix C
The Items in Each of the Preliminary IPIP Scales Measuring Constructs Similar to Those
in the NEO-PI-R
+ Keyed

•
•
•
•
•
•

Feel comfortable around people.
Make friends easily.
Am skilled in handling social
situations.
Am the life of the party.
Know how to captivate people.
Start conversations.
Warm up quickly to others.
Talk to a lot of different people at
parties.
Don't mind being the center of
attention.
Cheer people up.
Often feel blue.
Dislike myself.
Am often down in the dumps.
Have frequent mood swings.
Panic easily.
Am filled with doubts about
things.
Feel threatened easily.
Get stressed out easily.
Fear for the worst.
Worry about things.
Have a good word for everyone.
Believe that others have good
intentions.
Respect others.
Accept people as they are.
Make people feel at ease.
Am concerned about others.
Trust what people say.
Sympathize with others' feelings.

•
•

Am easy to satisfy.
Treat all people equally.

Extraversion

•
•
•
•
•
•
•
•

Agreeableness

Neuroticism

•
•
•
•
•
•
•
•
•
•
•
•
•
•

– Keyed

Alpha
0.91

•
•
•
•
•
•

Have little to say.
Keep in the background.
Would describe my experiences as
somewhat dull.
Don't like to draw attention to
myself.
Don't talk a lot.
Avoid contacts with others.
Am hard to get to know.
Retreat from others.
Find it difficult to approach others.
Keep others at a distance.

•
•
•
•
•
•
•
•
•
•

Seldom feel blue.
Feel comfortable with myself.
Rarely get irritated.
Am not easily bothered by things.
Am very pleased with myself.
Am relaxed most of the time.
Seldom get mad.
Am not easily frustrated.
Remain calm under pressure.
Rarely lose my composure.

0.91

•
•
•
•
•
•

Have a sharp tongue.
Cut others to pieces.
Suspect hidden motives in others.
Get back at others.
Insult people.
Believe that I am better than others.

0.85

•
•
•
•

Contradict others.
Make demands on others.
Hold a grudge.
Am out for my own personal gain.

•
•
•
•
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Conscientiousness

•
•
•
•
•
•
•
•
•
•

Am always prepared.
Pay attention to details.
Get chores done right away.
Carry out my plans.
Make plans and stick to them.
Complete tasks successfully.
Do things according to a plan.
Am exacting in my work.
Finish what I start.
Follow through with my plans.

•
•

Waste my time.
Find it difficult to get down to work.

•
•
•
•
•
•

Do just enough work to get by.
Don't see things through.
Shirk my duties.
Mess things up.
Leave things unfinished.
Don't put my mind on the task at
hand.
Make a mess of things.
Need a push to get started.

•
•

•

Openness to Experience

•
•
•
•
•
•
•
•
•

Believe in the importance of
art.
Have a vivid imagination.
Tend to vote for liberal
political candidates.
Carry the conversation to a
higher level.
Enjoy hearing new ideas.
Enjoy thinking about things.
Can say things beautifully.
Enjoy wild flights of fantasy.
Get excited by new ideas.
Have a rich vocabulary.

•
•
•
•
•
•
•
•
•
•
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Am not interested in abstract
ideas.
Do not like art.
Avoid philosophical discussions.
Do not enjoy going to art
museums.
Tend to vote for conservative
political candidates.
Do not like poetry.
Rarely look for a deeper
meaning in things.
Believe that too much tax money
goes to support artists.
Am not interested in theoretical
discussions.
Have difficulty understanding
abstract ideas.

0.90

0.89

Appendix D
Emotional Labor Performance Rating Grid
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Appendix E
Proofreading Performance Task
Many great inventions are greeted with ridicule and disbelief. The invention of the airplane
was no exception. Although many people who heerd about the first powered flight on December
17,1903, were excited and impressed, others reacted with peals of laughter. The idea of flying an
aircraft was repulsive to some people. Such people called Wilbur and Orville Wright, the
inventors of the first flying machine, impulsive fools. Negative reactions, however, did not stop
the Wrights. Impelled by their desire to succeed, they continnued their experiments in aviation.
Orville and Wilbur Wright had always had a compelling interest in aeronautics and mechanics.
As young boys they earned money by making and seling kites and mechanical toys. Later, they
desinged a newspaper-folding machine, built a printing press, and operated a bicycle-repair shop.
In 1896, when they read about the death of Otto Lilienthal, the brother’s interest in flight grew
into a compulsion. Lilienthal, a pioneer in hang-gliding, had controlled his gliders by shifting his
body in the desired direction. This idea was repellent to the Wright brothers, however, and they
searched for more efficeint methods to control the balance of airborne vehicles. In 1900 and
1901, the Wrights tested numerous gliders and developed control techniques. The brothers’
inability to obtain enough lift power for the gliders almost led them to abandon their efforts.
After further study, the Wright brothers concluded that the published tables of air presure on
curved surfaces must be wrong. They set up a wind tunnel and began a series of experiments
with model wings. Because of their efforts, the old tables were repealed in time and replaced by
the first relable figures for air pressure on curved surfaces. This work, in turn, made it possible
for them to design a machine that would fly. In 1903 the Wrights built their first airplane, which
cost less than one thousand dollars. They even designed and built their own source of
propulsion- a lightweight gasoline engine. When they started the engine on December 17, the
airplane pulsated wildly before taking off. The plane mannaged to stay aloft for twelve seconds,
however, and it flew one hundred twenty feet. By 1905 the Wrights had perfected the first
airplane that could turn, curcle, and remain airborne for half an hour at a time. Others had flown
in balloons or in hang gliders, but the Wright brothers were the first to build a full-size machine
that could fly under its own power. As the contributors of one of the most outstanding
engineering achievements in history, the Wright brothers are accurately called the fathers of
aviation.

In 1892 the Sierra Club was formed. In 1908 an area of coastal redwood trees north of San
Francisco was estblished as Muir Woods National Monument. In the Sierra Nevada mountains,
a walking trail from Yosemite Valley to Mount Whitney was dedicated in 1938. It is called John
Muir Trail. John Muir was born in 1838 in Scotland. His family name means “moor,” which is a
meadow full of flowers and aminals. John loved nature from the time he was small. He also
liked to climb rocky cliffs and walls. When John was eleven, his family moved to the United
States and settled in Wisconsin. John was good with tools and soon became an invenntor. He
first invented a model of a sawmill. Later he invented an alarm clock that would cause the
sleeping person to be tipped out of bed when the timer sounded.
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Muir left home at an early age. He took a thousand-mile walk south to the Gulf of Mexico in
1867and 1868. Then he sailed for San Francisco. The city was too noisy and crowded for Muir,
so he heeded inland for the Sierra Nevadas. When Muir discovered the Yosemite Valley in the
Sierra Nevadas, it was as if he had come home. He loved the mountains, the wildlife, and the
trees. He climbed the mountains and even climbed trees during thunnderstorms in order to get
closer to the wind. He put forth the theory in the late 1860’s that the Yosemite Valley had been
formed through the action of glacers. People ridiculed him. Not until 1930 was Muir’s theory
proven correct. Muir began to write articles about the Yosemite Valley to tell readers about its
beauty. His writing also warned people that Yosemite was in danger from timber mining and
sheep ranching interests. In 1901 Theodore Roosevelt became president of the United States.
He was itnerested in conservation. Muir took the presdent through Yosemite, and Roosevelt
helped get legislation passed to create Yosemite National Park in 1906. Although Muir won
many conservation battles, he lost a major one. He fought to save the Hetch Valley, which
peeople wanted to dam in order to provide water for San Francisco. In the late 1913 a bill was
signed to dam the valley. Muir died in 1914. Some people say losing the fight to protect the
valley killed Muir.
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Appendix F
Numeric Performance Task
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Appendix G
Emotional Labor Items
“Did you do any of the following behaviors at any point during the role-play?”
(1)
Strongly
disagree

(2)

(3)

(4)

(5)

Neither

(6)

(7)
Strongly
agree

Surface acting – Managing facial expressions
Put on an act in order to deal with customer Jane in an appropriate way
Faked a good mood.
Put on a “show” or “performance.” *
Just pretended to have the emotions I need to display for my job. *
Put on a “mask” in order to display the emotions I needed for the job.
Deep acting – Managing internal feeling states
Tried to actually experience the emotions that I was required to show*†.
Made an effort to actually feel the emotions that I need to display toward others*†.
Worked hard to feel the emotions that I need to show to others. *
Naturally felt emotion – Authentic, spontaneous emotion
The emotions I expressed to customer Jane were genuine.
The emotions I showed customer Jane came naturally.
The emotions I showed matched what I spontaneously felt.
Note:
* Items adapted from Brotheridge & Lee (1998), others adapted from Grandey. For original scale
development and validation evidence, see Grandey, A. (2003). When "the show must go on": Surface and
deep acting as predictors of emotional exhaustion and service delivery. Academy of Management Journal,
46(1), 86-96.
† Items also in the Emotional Labour Scale, Brotheridge, C., & Lee, R. T. (2003). Development and
validation of the Emotional Labour Scale. Journal of Occupational and Organizational Psychology, 76,
365-379.
Naturally felt emotion items adapted from Emotional Labor Strategy Items Diefendorff, J. M., Croyle, M.
H.,
and Gosserand, R. H. (2005). The dimensionality and antecedents of emotional labor strategies. Journal of
Vocational Behavior, 66, 339-357.
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Appendix H
Display Rule Items*
Consider your role as an employee of (The University of Memphis/Central Avenue
Apartments). Answer the following questions in terms of how you felt as an employee.
(1)

(2)

Strongly

(3)

(4)

Neither

(5)
Strongly

disagree

agree

Positive display rule perceptions
1. Part of my job is to make the customer feel good.
2. My workplace does not expect me to express positive emotions to customers as
part of my job.
3. This organization would say that part of the product to customers is friendly,
cheerful service.
4. My organization expects me to try to act excited and enthusiastic in my
interactions with customers.
Negative display rule perceptions
1. I am expected to suppress my bad moods or negative reactions to customers.
2. This organization expects me to try to pretend that I am not upset or distressed.
3. I am expected to try to pretend I am not angry or feeling contempt while on the
job.

*Adapted from Diefendorff et al. (2005)
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Appendix I
Commitment to Display Rules
(1)
Strongly

(2)

(3)

(4)

Neither

(5)
Strongly

disagree

agree

1. It’s hard to take my organization’s requirement for displaying certain emotions on the
job seriously.
2. Quite frankly, I don’t care if I display the emotions that my organization desires on
the job or not.
3. I am committed to displaying the organizationally-desired emotions on the job.
4. It wouldn’t take much to make me abandon my organization’s requirement for
displaying certain emotions on the job.
5. I think displaying the emotions on the job that my organization desires is a good goal
to shoot for.
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Appendix J
Exhaustion Measure
Adapted from Maslach & Jackson (1981)
(1)
Strongly

(2)

(3)

(4)

Neither

(5)
Strongly

disagree

agree

1. I feel emotionally drained from the emotion required by my work.
2. I feel used up from showing emotion in the role-play.
3. I feel fatigued when I get up in the morning.
4. I feel burned out from showing emotion required by my job.
5. I feel frustrated by the emotion required by my job.
6. I feel I’m working too hard to show emotion on my job.
7. Working with people directly puts too much stress on me.
8. I feel like I’m at the end of my rope.
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